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STATE OF INDIANA

INDIANA UTILITY REGULATORY COMMISSION

FILED

AUG o 1 7003

Cause No. 41657 [NDIANA UFILITY
REGULATORY COMMISSION

In the Matter of the Petition of Indiana Bell
Telephone Company, Incorporated d/b/a
Ameritech Indiana, Pursuant to I.C. 8-1-2-61,

for a Three-Phase Process for Commission
Review of Various Submissions of Ameritech
Indiana to Show Compliance with Section 271(c)
of the Telecommunications Act o1 ivyve

T N’ e N N e’ e’

SBC INDIANA FILING CORRECTING CERTAIN COMPLIANCE PLLANS AND
REVISING JULY 18, 2003 PRICING FILING

Indiana Bell Telephone Company Incorporated d/b/a SBC Indiana (“SBC
Indiana™) comes now, by counsel, and makes the following filing.

Compliance Plans

In response to the July 2, 2003 Compliance Order issued by the Commission in
this Cause,' SBC Indiana filed seven compliance plans on July 11, 2003. Upon review,
SBC Indiana determined that three plans inadvertently contained references to Illinois
that should have been changed to Indiana. Attached hereto are the three corrected plans.

SBC Indiana notes that its July 11, 2003 filing did not specifically address the
discussion with respect to the Billing Auditability and Dispute Resolution Plan, on p.1 of
Attachment One to the Compliance Order, which stated:

CLECs 1n Indiana are encouraged to participate in the Midwest CLEC User

Forum to provide input on the Plan. Once the Plan has been fully implemented, -

and to the extent any CLEC in Indiana did not participate in the Michigan

collaboratives on that Plan, they/it (or IURC Staff or the OUCC) may request

Commission review of any proposals for change to the Billing Auditability and
Dispute Resolution Plan.

' Cause No. 41657, July 2, 2003 Compliance Order.



SBC Indiana also did not specifically address the direction on p.2 of Attachment
One to the Compliance Order, which stated that BearingPoint shall report both multi-state
(aggregate) and state-specific results for the CSI/CSR, DA/DL and Repair Coding
Accuracy Plans.

By this filing, SBC Indiana clarifies that it accepts such provisions.

Pricing Attachment

SBC Indiana also files herewith a revision to the price list that it filed on Julty 18,
2003. For purposes of clarification and completeness, SBC Indiana has added, in a
matrix format, the pricing for certain rate elements and combinations that were not
included in the July 18, 2003 price list. Among other items, the additions specifically
include pricing for the line splitting scenarios that were the subject of its April 10, 2003
filing and pricing for the combinations that are reflected in the current AT&T
interconnection agreement. In addition, SBC Indiana has corrected the listing of some
rate elements. As noted in the July 18 filing, SBC Indiana did not predicate its §271
application on a single price list containing current rates and charges, and did not develop
and provide to the FCC with its application a single price list such as the price list
requested by the July 11, 2003 docket entry. The price list was specifically developed
from a number of sources to respond to, and for the purposes described in the
Commission’s July 11, 2003 docket entry and may include pricing for items beyond those
required for §271 purposes. In making this supplemental filing, SBC Indiana intends to
provide complete information regarding pricing available today in Indiana, including,
particularly, pricing as ordered by the Commission in Cause No. 40572 INT 03 as to

combinations and in Cause No. 40661 S1 as to line splitting. However, by making the



original and this supplemental informational filing, SBC Indiana is not waiving any of its
rights, remedies, or arguments with respect to any regulatory or court decision.
SBC Indiana stands ready to provide any other information or assistance that the

Commission would find helpful with regard to the Compliance Order or the Price List.

Respectfully Submitted,

Bonnie K. Simmons

AMERITECH INDIANA

Attorney for Indiana Bell Telephone
Company,

Incorporated d/b/a Ameritech Indiana

John T. Lenahan

SBC Management Services, Inc
225 West Randolph

25th Floor

Chicago, IL 60606

Telephone: (312) 727-2707



CERTIFICATE OF SERVICE

[ hereby certify that a true and correct copy of the foregoing was served electronically to
the list serve maintained by the Indiana Utility Regulaétgry Commission,

Ameritech271@urc.state.in.us, in this Cause, on the 5 day of August, 2003,




AT&T UNE COMBINATIONS

Pricing is that reflected in the ATAT Interconnection
Agreement, approved by the TURC in Cause No. 40572 INT 03,
except where noted by an asterisk.

Prices marked with "*" are prices approved by the Commission's
Order of March 28, 2002 in Cause No 40611 51 and are
available to AT&T under Section 29.2 of its Agreement,

August 1, 2003
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CSI Accuracy Plan

1. Purpose

The purpose of this plan is to describe the actions the Indiana Bell Telephone Company
(“SBC” or “SBC Indiana”) proposes to take to improve certain aspects of Customer
Service Inquiry (“CSI”) accuracy.'

This plan was developed to address a Not Satisfied test point in the SBC Michigan third
party Operations Support Systems (“OSS”) Test Report issued by BearingPoint on
October 30, 2002. This same test point was rated as Satisfied in Indiana by BearingPoint
with the disposition report for Exception 34 dated August 2, 2002. Nevertheless, SBC is
submitting this plan in Indiana as the improvements brought about by this plan will also
have a positive impact on Indiana CSI accuracy since these tasks and systemns are
regional in nature, and are not state specific.

The Michigan Plan (upon which this Indiana plan is based) was developed pursuant to the
Michigan Public Service Commission's (“MPSC’s™) Order issued January 13, 2003, in
Case No. U-12320 (SBC’s §271 Checklist Compliance Docket) as result of exiensive
discussion with MPSC staff and CLEC Industry Collaborative. SBC has retained
BearingPoint to evaluate SBC's implementation of this plan. On March 26, 2003 the
MPSC approved this plan as submitted on March 13, 2003.

2. Issue Definition

BearingPoint, Inc. (f/k/a KPMG Consulting) first raised this issue in Indiana in Exceptton
34 as part of the Third Party Operations Support Systems (“OSS”) testing on January 28,
2002 stating that they have observed instances where SBC has failed to accurately update
the Customer Service Inquiry (“CSI”) records. In this test, information contained within
the Customer Service Record (*CSR”) extract returned by a Customer Service Inquiry
was evaluated for accuracy against field inputs from submitted Test CLEC orders, i.e.,
Local Service Requests (“LSRs”). In the course of evaluating this issue, BearingPoint
retested CSI accuracy two times over an eight month period. BearingPoint’s February
28, 2003 Indiana OSS Evaluation Project Report at p.947 found that test criterta for
TVV4-27 was “satisfied”.

: While the MPSC ordered the implementation of this plan to further improve its
accuracy of updating the customer service record, the MPSC was clear, however,
that the plan is not required to demonstrate that SBC is “... in compliance with
each of the Section 271 competitive checklist items, including each of the areas
addressed by the modified compliance and improvement plans.” (MPSC Order,
March 26, 2003, Case No. U-12320, page 2.)
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CSI Accuracy Plan

During the course of BearingPoint’s evaluation, SBC implemented system modifications
and process improvements that improved tested performance in Michigan from 87% to
92%: the MPSC found the difference between 92% and the 95% benchmark selected by
BearingPoint was not indicative of discriminatory behavior’. BearingPoint obtained
similar results in its Indiana testing, reporting a 96.8% success rate. SBC believes that
the remaining errors identified in the OSS test are either immaterial in terms of billing or-
provisioning, or are associated with product ordering scenarios not widely seen in the

commercial environment.

3. Root Cause Analysis

The process for updating a customer service record begins when a CLEC submits a local
service request through the EDI or GUI interfaces, or via fax, to migrate, install, convert,
change or disconnect network elements or services. These LSRs are further processed by
SBC’s internal Local Service Center (“LSC™) systems or service representatives, where
service orders internal to SBC are created. These service orders travel further to
downstream processing systems. When provisioning work is completed, SBC creates
and stores an updated CSR in the SBC Midwest Customer Information System (“ACIS™).
A CLEC may obtain access to a CSR by issuing a customer service inquiry using the
Verigate, EDI or CORBA interfaces.

BearingPoint conducted two separate CSI accuracy tests for Indiana over an eight month
period. During these two test iterations, BearingPoint frequently reported interim results.
In keeping with the “military style” nature of the OSS test, these tests were executed in a
serial fashion, with each succeeding test validating the changes made by SBC to correct
the failures of previous tests. Therefore, all failure points from the earlier CSI accuracy
testing that was not identified by BearingPoint in its report of the final testing can be
considered properly corrected by SBC and validated by BearingPoint. Accordingly,
SBCz's root cause analysis will focus on the remaining failure points of the third Michigan
test.” .

The results of the third CSI accuracy test in Michigan, as reported by BearingPoint, show
some Resale and UNE-P orders failing to accurately update the post-completion CSR. In
its analysis of these results, SBC determined that the primary cause of CSI inaccuracies
was errors on manual handling. In these situations, the data on the CLEC-submitted LSR
was not accurately input on the internal service order by the SBC service representative.

MPSC Report, January 13, 2003, pg. 67 — “[Tlhe Commission does not believe
that the amount by which the benchmark has been missed is of a level of
significance to indicate discriminatory behavior on the part of SBC and failure of
an opportunity to provide CLECs a reasonable opportunity to compete.”
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Any inaccuracy on the service order may be reflected in the ACIS CSR database when
the database is updated upon order completion or may delay the update of the CSR
database.

These manually handled service orders are generally associated with the ordering of
complex products. CSIs for other products were successfully tested by BearingPoint and,
thus, are not addressed in SBC’s root cause analysis or action steps. In response to
comments raised in the Michigan Industry Collaborative, SBC again reviewed the latest
version of the BearingPoint test results for all states including Indiana and confirmed that
the only two products that were failing were resale and UNE-P. Furthermore,
BearingPoint also successfully tested the EDI and GUI interfaces, as well as the faxed
order mechanism, that deliver the LSR information to the Mechanized Order Receipt
(*“MOR™) and Local Access Service Request (“LASR”) applications that store this
information prior to further processing; therefore the translation of LSR information from
these input sources also does not need to be addressed in this plan.’

It is also important to note that a failure in the CSR update process does not imply a
failure in provisioning processes or systems. While some failures in the CSI accuracy
test resulted in switch features not being updated according to the LSR, the failures were
due to manual order process failures, not provisioning process failures. In fact,
BearingPoint determined in its evaluation of test criteria TVV4-2 and TVV4-24 that SBC
provisioned and disconnected switch features accurately in Michigan as well as in
Indiana.

4. Actions

The plan for CSI Accuracy proposed by SBC Michigan initially in its October 30 Filing
was constructed to address the reliability and accuracy of manual service orders. The
plan included the development and delivery of a quality awareness (raining package to
the hundreds of SBC service representatives that handle CLEC service orders.
Additionally, it calied for the implementation of a service order quality review process
consisting of reviews of daily production service orders, corrections of identified errors,
and coaching and/or process/system improvements based on data gathered from the
Teview process.

The MPSC in its January 13 Order indicated that the CSI Accuracy plan should be
expanded, to the extent possible, to address the specific comments of AT&T. In
reference to the CSI Accuracy plan, AT&T made recommendations regarding the content
of the service representative training package, the period of the training, the scope of the
quality improvement effort, the commitment by SBC to fix errors identified as part of its

BearingPoint test criterion TVV -4, which states “SBC Ameritech provides
required order functionality,” was reported as “not satisfied” in BearingPoint’s
December 20, 2002 report; however, none of the observations cited in the report
for that test criterion were related to LSR translation, and in any case have since
been closed successfully.
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quality review, the scope of testing beyond UNE-P and resale”, and the potential need for
a performance measure of CSI Accuracy. SBC has addressed the requirements of the
MPSC and responded to the comments of AT&T in the following enhanced plan.

SBC is taking the following steps to improve the accuracy of CSI:

1. Service Representative Training

SBC developed for Local Service Center (“LSC™) Service Representatives a Service
Order Quality informational package directed at improving service representative order
accuracy. The package is similar in torm to the Student Guides provided dunng the
training of service representatives involved in producing ACIS service orders. This
package provides information on the importance of accurate orders, and the impacts of
inaccurate orders on CLECs and end-users. The package includes service order examples
and a listing of available on-line resources. This package was completed December 31,
2002, and applies across the entire SBC Midwest region.

o Starting in January 2003, service representatives are receiving training using the
Service Order Quality informational package.

o The training is scheduled to be completed by May 31, 2003 with a majority of
targeted Service Representatives trained by March 31, 2003,

o The intended audience for training is service representatives that produce and
process Resale and UNE-P service orders for the ACIS system.

o Review of the package is accomplished in mandatory training sessions
facilitated by SBC’s Training Department. Logs will be maintained to track
attendance and manage attendance compliance.

o A General Manager, Area Manager or Line Manager will address each class
with a list of Talk Points to emphasize management's commitment to this
process.

2. CSI Quality Review

e SBC is designing an internal quality review process for CSI accuracy. This review
will rely on sampling UNE-P and Resale production service orders that drop to
manual handling (“manual-manual” and *“auto-manual™) to monitor CSI accuracy.
The intent of the sampling activity is to assist in identifying potential problem areas in
the manual processing of these orders; while SBC initially intends to conduct this
sampling activity in a statistically valid manner by randomly selecting 150 orders
each month from the total population under review, it may determine the need to
modify this activity to meet its ultimate goal: monitoring the effectiveness of its

As revised, the scope of BearingPoint’s analysis of commercial production
includes a diverse set of products, and is not limited to UNE-P and resale. This
will help determine if additional reasons for errors, beyond those covered in the
actions steps in this plan, require further or additional root cause analysis.
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training and helping identify potential corrective actions. In fact, as a result of
discussions during the March 4 - 5, 2003 Michigan Industry Collaborative session,
SBC agreed to augment its sample of 150 orders to inctude at least 10 complex orders
each month.

These quality reviews will be conducted on an ongoing basis. Initially, the reviews
are intended to be conducted daily. '

o)

Samples of orders will be pulled based on information in a reporting system
called the Local Service Center Decision Support System (DSS). DSS is a
reporting system used by the LSC to track and capture information on order
activity. The DSS system is separate from the systems that process the actual
production order.

The criteria for sampling will include product type and process type. Sampled
orders will come from auto-manual and manual-manual orders.

Quality Assurance (“QA”) service representatives, experienced service
representatives selected for this purpose, will conduct reviews using methods
and procedures developed specifically for this process.

Potential order discrepancies will be reviewed to:
= Verify that discrepancies are in fact errors;
» Correct identified errors;
= Identify root causes of errors;
s Provide the basis for individual coaching of service representatives.

The QA service representatives will compare the CLEC LSR to the
corresponding internal service order on a field by field basis. Corrections will
be made as necessary.

3. Corrective Actions

e SBC plans to address discrepancies identified during its quality reviews as described
above in the following manner:

o)

o}

Review results will be documented in a new LSC database to track
performance, identify trends, and provide reports for LSC management.

Information on the errors and root cause(s) identified will be analyzed using
tracked data to ascertain if common issues or trends are apparent.

This information will be used to determine whether individual service
representative coaching is needed, and/or additional training, changes to
processes, methods and procedures, and/or systems are needed. SBC will
implement appropriate corrective actions as warranted, including additional
training and/or changes to processes or systems.

The following table provides the schedule for the actions discussed in this section:

IURC Cause No. 41657 Page 5 of 7 07/11/03
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Task Begin End  Status
Quality Assurance-Related Tasks
1.Develop Service Order Quality informational package and  11/15/02 5/31/03 Complate
provids training to all LSC UNE-P and Resaie Service
Representatives.
A. Determine and assign resource to lsad “informational ~ 11/15/02  12/31/02 Complete
package” deveiopment effort
B. Produce “informational package” 12/01/02  12/31/02 Complete
C. Determine training deployment method 12/01/02  01/06/03 Complete
D. Create training schedule or plan 12/01/02  01/14/03 Complete
E. Conduct training 01/15/03  05/31/03 Complete
2.Design and implement a quality review process for 12/15/02  Ongoing In progress
validating the accuracy of the ACIS CSI record updatss,
which includes both sampling and quality reviews ot
Unbundled Network Elements — Platform (“UNE-P™) and
Resale orders.
A. Design quality review process 12/15/02 1/31/03 Compiets
B. Implement daily quality review of Resale and UNE-P 02/03/03  Ongoing In progress
orders
3.!dentify root causes of errors identified by quality review  12/15/02  Ongoing In progress
and sampling processes
A. Develop identification and tracking process 12/15/02 2/5/03 Complete
B. Identify training or other 'correcting' opportunities 02/03/03  Ongoing In progress
C. Implement carrective actions 02/03/03  Ongoing In progress

5. Third Party Examination Approach

This plan will be evaluated by a third party. While the third party selected, BearingPoint,
will design its own work program and parameters, SBC anticipates that the third party
evaluation will address and include a process evaluation and a review of actual

commercial transactions as follows:

o The third party will evaluate SBC’s implementations of the actions described in the
“Actions” section of this plan by reviewing documents, conducting interviews, and
performing site visits, as deemed necessary by the third party. This evaluation will
include a review of SBC's quality review results. SBC began this process evaluation
shortly after the MPSC approved this plan with a final report pursuant to

BearingPoint’s project plan.

TURC Cause No. 41657 Page 6 of 7

07/11/03



CSI Accuracy Plan

* The third party will report the accuracy of customer service inquiry updates by
comparing CSR updates with the local service requests for such activity using a
nonbiased sample from the entire population of commercial production in the SBC
Midwest region. The sample design and the evaluation methodology for this
transaction analysis will be reviewed with SBC and with the Indiana Utility
Regulatory Commission staff prior to its implementation. BearingPoint began its-
analysis of commercial production transactions in early July , 2003 with a final report
pursuant to BearingPoint's project plan. The accuracy of Customer Service Record
updates is expected to improve when compared to BearingPoint's test results of 92%
accurate. SBC’s internal target is 95% accuracy. If the third party evaluation does not
show the target has been achieved, any further required action will be determined by
the Indiana Utility Regulatory Commission.

¢ SBC will file bimonthly third party reports until final process and transactions reports
are completed. The first bi-monthly report, covering the April-May 2003 activity
period, was filed on June 16, 2003. These reports will be filed with the [URC by the

15" of the following month and served on the parties of record for [URC Cause No.
41657.
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DL/DA Update Accuracy Compliance Plan

1. Purpose

The purpose of this Plan is to describe the actions the Indiana Bell Telephone Company
(“SBC” or “SBC Indiana™) proposes to take to further improve certain aspects of
directory listings and directory assistance database (“DL/DA”) update accuracy.

This plan was developed to address a Not Satisfied test point in the SBC Michigan third
party Operations Support Systems (“OSS") Test Report issued by BearingPoint on
October 30, 2002.' This same test point was rated as Satisfied in the Indiana
BearingPoint Report issued on February 28, 2003. Nevertheless, SBC is submitting this
plan in Indiana as the improvements brought about by this plan will also have a positive
impact on Indiana's DL/DA accuracy since these tasks and systems are regional in nature
and are not state specific.

The Michigan Plan (upon which this Indiana plan is based) was developed pursuant to the
Michigan Public Service Commission’s (*“MPSC’s”) Order issued January 13, 2003, in
Case No. U-12320 (SBC’s §271 Checklist Compliance Docket) as result of extensive
discussion with MPSC staff and CLEC Industry Collaborative. SBC has retained
BearingPoint to evaluate SBC’s implementation of this plan. On March 26, 2003 the
MPSC approved this plan as submitted on March 13, 2003.

2. Issue Definition

BearingPoint, Inc. (f/k/a KPMG Consulting) first raised this issue in Indiana in Exception
106 as part of the Third Party Operations Support Systems (“OSS™) testing on May 9,
2002 stating that they have observed instances of incorrect updates to SBC's directory
assistance database. In this test, information contained within the directory listings and
directory assistance database were evaluated for accuracy against field inputs from
submitted Test CLEC orders, i.e., Local Service Requests (“LSRs™). In the course of
evaluating this issue, BearingPoint tested DI/DA accuracy twice over an eight-month
period. In December 2002, BearingPoint's re-testing was successful and a final
disposition report was issued on December 10, 2002. BearingPoint’s February 28, 2003
Indiana OSS Evaluation Project Report at p. 931 found that test criteria for TVV4-1 was
“satisfied.”

In response to BearingPoint’s evaluation, SBC implemented system modifications and
process improvements that improved tested performance in Indiana from 37.2% to
96.9%. SBC believes that the remaining errors identified in the OSS test are either

! While the MPSC ardered the implementation of this plan to further improve its Directory Assistance and Directory
Listings Update Accuracy. The MPSC was clear, however, that the plans were not required to demonstrate that SBC
was “... In compliance with each of the Section 271 competitive checklist items, including each of the areas addressed
by the modified compliance and improvement plans.” (MPSC Order, March 26, 2003, Case No. U-12320, page 2.)
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immaterial in nature or are associated with product ordering scenarios not widely seen in
the commercial environment.

3. Root Cause Analysis

The process for updating the directory assistance database begins when a CLEC submits
a local service request (“LSR™) or a stand-alone directory service request (“DSR”) that
requests an update to directory listing (“DL") names, addresses or telephone numbers. (A
Local Number Portability — Only (“LNP-only”) request requires the CLEC to submit a
separate DL service request.). During the process, a directory listing is modified based
on the information provided by the CLEC in the LSR or DSR.

In Michigan, BearingPoint conducted three separate DL/DA accuracy tests over a six-
month period. In keeping with the “military style” nature of the OSS test, these tests
were executed in a serial fashion, with each succeeding test validating the changes made
by SBC to correct the failures of previous tests. Therefore, all failure points from the first
two Michigan DL update accuracy tests that were not identified by BearingPoint in its
report of the third and final test can be considered properly corrected by SBC Michigan
and validated by BearingPoint. Accordingly, SBC’s root cause analysis focuses on the
remaining failure points of the third Michigan test.

The results of the third DL update accuracy test in Michigan, as reported by
BearingPoint, show orders failing to accurately update the Directory Assistance
Database. In its analysis of these results, SBC Michigan determined that the primary
cause of DL/DA update inaccuracies was intermittent errors on manually handled orders
and generally associated with complex listings’. In other words, the majority of the
identified errors were caused by service representatives handling complex listings.

As a result of the Michigan findings, improvement steps were implemented prior to
similar retesting in the other SBC Midwest States. These improvements, which included
system and procedural enhancements, plus Local Service Center (“LSC"”) Service
Representative training, resulted in Exception 106° passing the BearingPoint retest in
Indiana, as noted above, with a success rate of 96.9% .

4. Actions

The compliance plan for DL/DA update accuracy proposed by SBC Michigan in its
October 30, 2002 Compliance Filing with the MPSC was constructed to address the
reliability and accuracy of manual service orders. The plan included systems
modifications, manual process updates, and the development and delivery of a quality

* An example of a Complex listing is a caption listing that has one or more indented listings grouped (or captioned)
beneath the main listed name. This is mainly used for hospitals, schools and government agencies.
¥ See BearingPoint's Exception 106 Disposition Report, published on December 10, 2002 on the OSS Testing web site.
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awareness training package to the hundreds of SBC service representatives that handle
CLEC service orders. Additionally, it called for the implementation of a service order
quality review process consisting of reviews of daily production service orders,
corrections of identified errors, and coaching and/or process/system improvements based
on data gathered from the review process.

The MPSC in its January 13, 2003 Order indicated that the DL/DA update accuracy’

compliance plan should be expanded, to the extent possible, to address the specific
comments of AT&T. In reference to the DL/DA update accuracy compliance plan,
AT&T made reference to: how the system enhancements address the issues at hand;
when and where the issucs at-hard—siiginated; the purpossefithemanunl worliarcund
and how it is different from current practices; the limited nature of the long-term
mechanism as it applies to one error type; as well as, the same issues raised with the
Customer Service Inquiry (“CSI") Accuracy Plan (the content of the service
representative training package, the period of the training, the scope of the quality
improvement effort, a commnmem by SBC to fix errors identified as part of 1ts quality
review, the scope of testing®, and the potential need for a performance measure %). SBC
Michigan has addressed the requirements of the MPSC and responded to the comments
of AT&T in the following enhanced plan.

SBC is taking the following steps to improve the accuracy of DL/DA:

1. System and Process Enhancements

» SBC installed vendor software updates to allow automated daily transfers of
Mechanized Order Receipt (“MOR™) files to the Advance Listing Products and
Services System (“ALPSS”) in December 2002.

o This automated task replaces a manual process that was performed
periodically throughout the day and occasionally executed prior to the MOR
data being avatlable, thus delaying the update.

o This enhancement ensures an improvement in timely receipt of mechanized
orders, as manual intervention will be minimized/eliminated.

e SBC implemented an interim manual work process in December 2002, to resolve
ALPSS errors identified in the “Skipped Section Report”® within three business days.

o This new daily work process ensured the minimization of “Skipped Section
Report” backlogs and, in turn, improved the timely handling of errors

* However, as noted below. BeanngPoint will conduct an evaluation based on sampling of actual commercial
production orders that include a diverse set of product and listings types.

5 See AT&T's comuments filed 11/15/02 with the MPSC, Connolly affidavit at pg. 23, §§ 57-61. SBC does not believe
that a separate performance measure is necessary. Perfortnance measure changes are discussed in the performance
measure six-month review; one of which has just concluded.

® The “Skipped Section Report” is produced daily and contains service orders, which could not be added to the APLSS
system due to unanticipated error conditions (e.g. duplicate telephone number, corrupted data, etc). This report is used
to investigate the root cause and the necessary corrective action to resolve these errors.
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identified by ALPSS. As result, SBC believes the DL/DA update accuracy
has improved through better error handling.

¢ SBC implemented a long term mechanical process to route orders identified by the
“Skipped Section Report” into the established ALPSS error handling process prior to
March 1, 2003.

o While not replacing the “Skipped Section Report” manual work process, this’
enhancement further automated the ALPSS error handling and minimized
manual processes by better identifying errors that would otherwise be handled
manually.

2, Service Representative Training

—

SBC developed for LSC service representatives a Service Order Quality informational
package’ directed at improving service representative order accuracy. The package is
similar in form to the Student Guides provided during training to service representatives
involved in producing SBC Customer Information System (“ACIS™) service orders. This
package provides information such as the importance of accurate orders, and the impacts
of inaccurate orders on CLECs and end-users. The package includes service order
examples and a listing of available on-line resources. This package was completed
December 31, 2002, and applies across the entire SBC Midwest region.

¢ Starting in January 2003%, service representatives will receive training using the
Service Order Quality informational package.

o The training was completed by May 31, 2003.

o The intended audience for training was service representatives that produce
and process Resale and UNE-P service orders for the ACIS system.

o Review of the package was accomplished in mandatory training sessions
facilitated by SBC’s Training Department. Logs were maintained to track
attendance and manage attendance compliance,

o A General Manager, Area Manager or Line Manager addressed cach class
with a list of Talk Points to emphasize management’s commitment to service
order accuracy.

3. DL/DA Quality Review

e SBC is designing an intemmal quality review process for DI/DA accuracy. This
review will rely on sampling UNE-P and Resale production service orders that drop
to manual handling (“manual-manual” and ‘“auto-manual”) to monitor DL/DA

T See AT&T's comments filed 11/15/02 with the MPSC, Connolly affidavit at pg. 19, { 43. SBC has expanded the
detail provided in this compliance plan to address the description of the information contained in the training package
as well as 1ts goal, and inclusion of a review of that information package by the third party contractor.

¥ See AT&T's comments filed 11/15/02 with the MPSC, Connolly affidavit at pg. 20, § 44. SBC has expanded the

detail provided in this compliance plan to address specific timeframes for each action item, including component 1tems
of each action item.
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accuracy. The intent of the sampling activity is to assist in identifying potential
problem areas in the manual processing of these orders. While SBC initially intends
to conduct this sampling activity in a statistically valid manner by randomly selecting
150 orders each month from the total population under review, it may determine the
need to modify this activity to meet its ultimate goal: Monitoring the effectiveness of
its training and helping identify potential corrective actions. In fact, as a result of
discussions during the March 4 - 5, 2003 MPSC collaborative session, SBC agreed to’
augment its sample of 150 orders to include at least 10 complex orders each month.
These quality reviews will be conducted on an ongoing basis. Initially, the reviews
are intended to be conducted daily.

o

4.

Samples of orders will be pulled based on information in a reporting system
called the Local Service Center Decision (“LSC™) Support System (“DSS").
DSS is a reporting system used by the LSC to track and capture information
on order activity. The DSS system is separate from the systems that process
the actual production order.

The criteria for sampling will include product type and process type. Sampled
orders will come from both manual-manual and auto-manual orders.
Quality Assurance (“QA") service representatives, experienced service
representatives selected for this purpose, will conduct reviews using methods
and procedures developed specifically for this process.
Potential order discrepancies will be reviewed to:

= Verify that discrepancies are in fact errors;

» Correct identified errors on pending orders;

= [dentify root causes of errors;

= Provide the basis for individual coaching of service representatives.
The QA service representatives will compare the CLEC Local Service
Request to the corresponding internal service order on a field by field basis.
Corrections will be made as necessary.

Corrective Actions

——

e SBC plans to address discrepancies identified during its quality reviews as described
above in the following manner:

o]

Q

o)

Review results will be documented in a new LSC database to track
performance, identify trends, and provide reports for LSC management.
Information on the errors and root cause(s) identified will be analyzed using
tracked data to ascertain if common issues or trends are apparent.

This information will be used to determine whether individual service
representative coaching is needed, or if additional training, and/or changes to
processes, and/or methods and procedures, and/or systems are needed. SBC
will implement appropriate corrective actions as warranted, including changes
to processes, systems and/or additional training,.

The following table provides the schedule for the actions discussed in this section:
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Task Begin End Status

System-Related Tasks

1. Implement system changes to allow automated daily 10/28/02 12/31/02 Completed
file transfers of MOR files to AASAT

A. Davelop and test AAS/IT Interface software 10/28/02 11/01/02  Completed
modification .
B. Develop MOR Interface maodification 10/28/02 11/01/02  Compisted
C. Install MOR Interface modification 11/10/02 12/31/02 Completed
2. Implement interim manual work process for ALPSS 10/01/02 Ongoing in progress

errors identified in the “Skipped Section Report” within
three business days

A. Review existing process to determine backlog 10/01/02 11/01/02 Completed
avoidance

B. Implement interim manual work process 11/01/02 12/01/02 Completad
C. Managers report weekly backiog information 12/01/02 Ongoing In progress

{numbers, age, etc.)
D. Manager evaluates “Skipped Section Report” and 12/01/02 Ongoing In progress
takes action to ensure a backlog does not occur

3. Implement system changes to ALPSS error handling 11/13/02 03/03/03 Completed
process to route listings identified by the “Skipped
Section Report”
A. Receive ALPSS new software version from vendor  11/13/02 11/13/02 Compieted

B. Perform testing 11114/02 02/02/03  Completed
C. Installed in production 03/01/03 03/03/03 Compieted

Quality Assurance-Related Tasks

1. Develop Service Order Quality informational package  11/15/02 5/31/03 Complete
and provide training to all LSC UNE-P and Resale
Service Representatives.

A. Determine and assign resource to lead 11/15/02 12/31/02 Complete

“Informational package" developmant effort

B. Produce “informational package” 12/01/02 12/31/02 Complete

C. Determine training deployment method 12/01/02 01/06/03 Complete

D. Create training schedule or plan 12/01/02 01/14/03 Complete

E. Conduct training 01/15/03 05/31/03 Complete
2. Design and implement a quality review process for 12/15/02 Ongoing In progress

validating the accuracy of the ACIS DL/DA record
updates, which includes both sampling and quality
reviews of Unbundied Network Elements — Platform
{“UNE-P") and Resale orders.

A. Design quality review process 12/15/02 1/31/03 Complete
B. Implement daily quality review of Resale and UNE- 02/03/03 Ongoing In progress
P orders
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Task Begin End Status
3. Identify root causes of errors identified by quality 12/15/02 Ongoing In progress
review and sampling processes
A. Develop identification and tracking process 12/15/02 2/5/03 Completed
B. Identity training or other ‘correcting' opportunities 02/03/03 Ongoing In progress
C. Implement corrective actions 02/03/03 Ongoing  In progress
5. Third Party Fxamination Annraach___ ]

Upon completion of the above described training program and an appropriate period of
the new internal quality review as set by SBC, this compliance plan will be evaluated by
a third party. While the third party selected will design its own work program and
parameters, SBC anticipates that the third party evaluation will address and include a
process evaluation and a review of actual commercial transactions as follows:

The third party will evaluate SBC’s implementations of the actions described in this
compliance plan by reviewing documents, conducting interviews, and performing site
visits. This evaluation will include a review of SBC's quality review results. SBC
began this process evaluation shortly after the MPSC approved this plan with a final
report pursuant to BearingPoint’s project plan.

The third party will review accuracy of DL/DA updates by comparing updates with
local service requests using an unbiased sample from the entire population of
commercial production in the SBC Midwest region. The sample design and the
evaluation methodology for this transaction analysis will be reviewed with SBC and
with the Indiana Utility Regulatory Commission prior to its implementation.
BearingPoint began its analysis of commercial production transactions in early July ,
2003 with a final report pursuant to BearingPoint's project plan. SBC’s target is 95%
accuracy. If the third party evaluation does not show the target has been achieved,
any further required action will be determined by the MPSC.

SBC will file bimonthly third party reports until final process and transactions reports are
completed. The first bimonthly report, covering the April-May 2003 activity period, was
filed on June 16, 2003. These reports will be filed with the Indiana Utility Regulatory
Commission (“TURC™)} and served on the parties of record for IURC Cause No. 41657.
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Repair Coding Accuracy Plan

1. Purpose

The purpose of this plan is to describe the actions the Indiana Bell Telephone Company (“SBC”
or “SBC Indiana") proposes to take to further improve accuracy and completeness' of closeout
codes upon repair completion for Special Circuits and Unbundled Network Elements (UUNEs).

The Michigan plan’ (upon which this Indiana plan is based) was developed pursuant to the
Michigan Public Service Commission’s (“MPSC’s") Order issued January 13, 2003, in Case No.
U-12320 (SBC’s §271 Checklist Compliance Docket) as a result of extensive discussion with
MPSC staff and CLEC Industry Collaborative.’ SBC has retained BearingPoint to evaluate SBC's
implementation of this plan. On March 26, 2003 the MPSC approved this plan as submitted with
minor modifications on March 13, 2003, Final modifications were made to this plan in
compiiance with the MPSC's Order issued March 26, 2003 and resubmitted to the MPSC on
April 2, 2003.

The only difference between the repair coding accuracy plans submitted for Michigan and
Indiana is the scope of the management review activities underway in each of the affected work
centers. In Michigan, the reviews include closeout codes applied to trouble reports for both
Special and UNE circuits. This is appropriate since coding accuracy for Special and UNE circuits
did not pass BearingPoint’s test requirements. In Indiana, however, only the Special circuits
failed to pass the BearingPoint test. As such, the management reviews in Indiana are limited to
the coding applied to Special circuits. Most other activity described below, including the
documentation updates and the awareness and training sessions, have and will continue to be
applicable to all circuit categories.

2. Issue Definition

BearingPoint, Inc. (f/k/a KPMG Consulting) first issued Exception 131 as part of the Third-Party
Operations Support Systems (**OSS’) testing on June 27, 2002. In its report, BearingPoint stated
that in reviewing trouble reports and close out code data, it determined that SBC had failed to
meet a 95% accuracy benchmark for trouble ticket closure coding for Special circuits. The initial
exception report for Indiana had included benchmark failures for Resale, UNE and Special
circuits. In the course of resolving this issue, BearingPoint completed a retest of repair coding
accuracy in December 2002 and reported that while Resale and UNE circuits had passed their test
requirements, Special Circuits had not. This exception encompassed all five Midwest states.
BearingPoint's February 28, 2003 Indiana OSS Evaluation Project Report found that test criteria

' AT&T stated, “accuracy is equally important as completeness.” See, 11/15/02 Connolly Affidavit filed with the
MPSC, p 36, para 83

% The Michigan Plan included UNEs due to Michigan Bell not passing the BearingPoint test for this product set. In the
Indiana BearingPotnt test, SBC Indiana passed this test and therefore 1t 15 not specifically included in this plan.

? The MPSC ordered the implementation of this plan to further improve SBC's repair coding accuracy. The MPSC
was clear, however, that the plans were not required to demonstrate that SBC was “... in compliance with each of the
Section 271 competitive checklist items, including each of the areas addressed by the modified compliance and
improvement plans” (MPSC Order, March 26, 2003, Case No. U-12320, page 2.)
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for TVV7-14 (p. 1002) was “not satisfied.” Within the five Midwest states, Resale coding has
successfully closed in all five states, the UNE coding has successfully closed in four states (i.e.,
Ilinois, Indiana, Ohio and Wisconsin) and Special coding remains in unsatisfied in Illinois,
Indiana, Michigan and Ohio. Wisconsin has successfully completed Special circuit coding
retesting.

In response to BearingPoint's evaluation, SBC has identified areas for improvement and
implemented a number of corrective measures, which as summarized above, have improved the
performance results in those states where the retest was conducted after those corrective measures
were implemented. In its final retest in Indiana, BearingPoint reported that 88.6% (31/35) of
Special circuit closeouts were coded correctly. It should be noted that these coding results were
in parity with retail coding and that SBC successfully passed BearingPoint testing on trouble
repair itself, thus indicating that SBC provides nondiscriminatory access to its maintenance and
repair (“M&R") systems and services

3. Root Cause Analysis

Trouble tickets are closed out by the repairing technician in the field or in the central office, either
directly or through the Overall Control Center (“OCO") which encompasses the Local Operations
Center (“LOC™ and the Customer Service Bureau (“CSB™) for UNE troubles, and the Special
Services Center (“SSC™), for Special circuits. When the repair is complete, the technician also
enters the appropriate closure codes to the ticket. The closeout code fauits reported by
BearingPoint within this exception appeared to fall into one of the following general situations:

1) Situations in which a fault inserted by BearingPoint were subsequently reported as “No
Trouble Found” (NTF) by SBC.

2) Situations in which the fault inserted by BearingPoint on the network side of the circuit
were subsequently reported as being within the customer-owned portion of the circuit and
for which CLEC billing was applied.

3) Situations the same as Item #2 above, but no CLEC billing was applied.

4) Situations in which the fault inserted by BearingPoint on the network side of the circuit
was properly repaired, but the coding used did not accurately identify exactly where the
fault had occurred.

Very few of the items in Situation #1 above involved cases in which SBC clearly miscoded the
actual trouble cause and repair. Most of the cases involved situations in which BearingPoint had
inserted multiple faults in the same test bed area for several test circuits. While dispatched to
repair the fault on one circuit, the technician noticed faults placed on several additional circuits®
and repaired them as well. The technician corrected the multiple faults but did not document the
work performed on those additional circuits that needed repair, but were not listed on the trouble
ticket for the test circuit. Therefore, when dispatches were made on the reported failures of the
additional circuits, the dispatched technician appropriately closed the report as “NTF".

For items that fell within Situation #2 and #3, some of the errors appear to have been caused by a
lack of attention to, or unfamiliarity with, the meaning of each disposition code. Others were

* Usually jumpers opened and laid back on the Main Distributing Frame {MDF) in the Central Office.
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similar to Situation #1 described above. These involved situations whereby the problem was
cleared prior to dispatch. However, instead of listing the cause as “NTF", the technician assumed
that an intermittent fault may reside within the CPE portion of the circuit. Similarly, the jtems
found to fall into Situation #4 appear to be mostly due to errors by the repair technician or
maintenance administrator. These types of closeout errors had no impact on overall
billing/performance error rate because they mostly involved incorrect coding of the location in
the SBC network that the fault was corrected.

Accordingly, with the exception of Situation # 1, the root cause for incorrect close out codes was’
repair technician error, either in the field, the central office or by the LOC Maintenance
Administrators (“MAs") and the Special Service technicians.

4. Actions

The intenal improvement plan originally proposed by SBC in Michigan in 2002 was
constructed to address the accuracy of trouble ticket closure coding for various types of
trouble conditions found including troubles noted as “No Trouble Found” (“NTF") and
Customer Premises Equipment (“CPE™). The plan included many of the steps identified
in this plan.

In Michigan, the MPSC in its January 13, 2003 Order directed that an independent third
party verify the results achieved from this plan. It also directed SBC to include
evaluation criteria by which the third party could measure whether the corrective actions
resulted in improved coding accuracy. As such, the plan now includes third-party
verification. The plan has also been enhanced to address specific concerns raised by
certain parties in the Michigan proceeding that the plan would be eliminated as soon as
SBC recetved 271 authorization, that there was no mechanism in place to measure
performance over the long term and that training and review sessions should continue
over the next three years.

The following activities identify the steps that SBC has taken for UNE., Resale and

Specials or plans to take to improve the accuracy and completeness of trouble ticket
closure coding for Special circuit repairs.
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Documentation ates:

During the course of its investigation of the errors noted by BearingPoint in Exception 131, SBC
has initiated a number of improvements in the documentation available to technicians and their
managers on proper coding techniques and application. These improvements include:

¢ The SBC document that is used as a reference for Cause Codes was updated to clarify use
of Cause Code 600 in late June 2002. Cause Code 600 is used to identify those situations
where SBC is unable to determine what caused a particular case of trouble. This’
documentation gap was identified via a number of cited trouble tickets for both Special
and UNE circuits. The updates to the documnentation provided a clearer description of the
process currently followed by SBC technicians and addressed questions raised by
BearingPoint. The updated SBC document was provided to BearingPoint for review on
August 1, 2002.

e Local Operations Center Job Aid JA-27B has been updated to reflect additional steps for
Maintenance Administrators to take that will im?rove coding accuracy when a
mechanized loop test (“MLT") indicates “Open Out™ following a circuit retest. MAs
and managing supervisors responsible for the accurate coding of closed trouble tickets in

the LOC were covered on this process enhancement between August | and August 9,
2002.

s SBC updated internal Methods and Procedures (“M&P") documentation (SBC 660-169-
013) used to define accurate disposition coding of trouble tickets to include new
disposition codes and clarify the use of existing disposition codes. Updates to the M&P
were completed on August 16, 2002. These updates also generated the following
outputs:

o Installation and Repair (I&R) internal Job Aid (JA 170 - August 20} was updated
to reflect the M&P changes/clarifications.
= Awareness sessions were conducted 8/23/02 through 11/05/02 to review
updated procedures.
o A LOC “Flash™ (02RC49) was issued 8/26/02 to reflect the new disposition
codes.
o The CSB Handbook was updated 8/26/02 to reflect the new disposition codes.
» Issued a CSB “Flash” to notify CSB personnel of updated handbook
procedures.

e December 16, 2002 Central Office Technician method and procedure documentation
(SBC 002-216-298) was issued for documenting corrective maintenance trouble tickets in
central offices (COs). A requirement for performing quality checks on coding has aiso
been incorporated into the frame management document SBC 002-531-045 (*“CO
Managers Frame Reference Guide — AIT Region™).

5 “Open out” condition on a MLT means a circuit trouble is testing beyond the SBC Central Office.
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Training Review Sessions;

SBC has conducted comprehensive awareness and training sessions with personnel in each of the
four work groups involved in trouble ticket closures. In those states where BearingPoint testing
continued beyond the date(s) when such sessions were completed, test results indicated marked
improvement in coding performance. These sessions included:

SBC conducted training review sessions (a/k/a awareness sessions) to reinforce current
procedures used for the close out of Cable Multiple tickets when wholesale account’
trouble tickets are attached to the lead cable trouble ticket number. Sessions covering ail
[&R Operations Center personnel were completed by August 13, 2002. A “Cable
Multiple” ticket number is assigned to & damaged cable or cable failure that potentially
impacts service to multiple subscribers served by the same cable. Individual subscriber
(or CLEC) reports of service interruptions having individually assigned trouble ticket
numbers may become attached to the lead or Multiple Cable Trouble Ticket Number
(*CTTN"). SBC was made aware that in at least two audited instances., individual
wholesale trouble reports attached to a Cable Trouble Ticket Number were closed as the
CTTN closed and were not “detached” and tested to confirm restoration of the reported
trouble. Reinforcement of current procedures to detach individual case trouble tickets
from the CTTN and retest with the CLEC was completed for [ & R Operations Center
employees through Awareness Sessions conducted between August 8 and August 15,
2002.

SBC conducted awareness sessions to reinforce current procedures used for the
disposition coding of trouble reports closed when muitiple faults are found on the same
telephone line.
o Sessions covering Instailation and Repair field technicians in ail manager groups
were completed by August 12, 2002,
o Additional training sessions with &R personnel were conducted in November
2002.

Additional review sessions for LOC personnel were conducted to reinforce accurate
trouble closure procedures were completed by November 10, 2002.

Review training sessions were conducted with Special Service Center personnel to
reinforce cormrect trouble ticket coding procedures. These review sessions were
completed by November 25, 2002.

Review sessions were conducted through January 31, 2003 with SBC Midwest Central
Office technicians in Michigan, Ohio, Indiana and Illinois® manager groups to review the
newly created Methods and Procedures for documenting trouble tickets and established
procedures for proper trouble ticket coding.

% Since Wisconsin passed. trouble ticket coding these review sessions were not conducted.
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* A coding refresher review session will be conducted within each of the four work groups
(i-e., Special Services Center and Central Office) within one year of the training sessions
described above.

® Training packages for new technicians in all work centers already contain trouble
disposition and coding and will continue to be part of the training program.

Management Review Activities

To verify that the improvements to documentation and the training/awareness sessions have had
the desired affect (i.e., improvement in coding performance), SBC is conducting its own internal
reviews of Special circuit trouble ticket closures in both of the work groups involved. These
reviews, which will be conductad avar the nevt thres veare. focus hoth on closeant cnding in
general, as well as specific problems brought to the attention of SBC by individual CLECs (e.g.,
NTFs). These reviews include:

1) Special Services Center

® To monitor the accuracy and completeness of trouble ticket coding, trouble ticket coding
review has been incorporated into the regularly scheduled quality control measures
utilized by the Special Services management. This effort began December 2002,

2) Central Office

* Beginning in March 2003, a monthly sample of closed CLEC trouble tickets in Indiana
will be reviewed for narrative and coding accuracy.

In addition to these targeted coding review sessions SBC has incorporated trouble ticket coding
into its internal ISO audits which are conducted approximately every three months within the
various work centers. If significant ticket coding problems are identified during these ongoing
audits, SBC will initiate new training/awareness sessions with the groups involved.

SBC acknowledges that the CLEC “original source information” (as was noted by AT&T in the
Mlinois 271 proceeding) is not available in the above-cited improvement measures. However,
SBC believes that these measures will improve the accuracy of trouble ticket coding based on the
types of errors noted by BearingPoint in the test. This improvement will be demonstrated through
the Third Party evaluation.
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The following provides the timelines and current status of each of the items contained in the
actions noted above:

10.

Task
Update documentation for Cause Code 600
Update LOC Job Aid JA-27B

A. Conduct Job Aid Training

Develop “awareness” training and conduct sessions with
Instaliation & Repair Operations Center personnel to
review procedures for “Cable Multipls” trouble tickets

A. Conduct “Awareness” sessions

Develop awareness training for I&R personnel to reinforce
ceoding of trouble tickets when multiple faults are on the
sama line

A. Conduct awareness 5essions

Update Methods and Procedures to include two new
disposition codes and clarifications of existing codes.
A 18R internal job alds were updated to reflect M&P
changes/ciarification
B. Conduct 1&R awareness sessions 1o review
updated job aids
C. Issue LOC “Flash” to advise of new disposition
codes
D. Issue CSB “Flash” to advise of handbook updates
with naw disposition codes

Update Central Office M&P for irouble ticket closure

A, Conduct review sessions with Central Office
technicians

B. Initiate internatl reviews of closed CLEC trouble
tickets
Conduct review training sessions with Special Service
Center parsonnel
Incorporate quality reviews of trouble tickets into current
Special Service Center quality control measures
Expected start of BearingPoint testing’

Conduct refresher raview session with the Central Office
and Special Service Centar work centers

Begin
06/01/02
07/31/02

08/01/02
08/01/02

08/08/02
08/10/02

08/11/02

08/20/02
08/23/02
08/26/02

08/26/02

1217102

03/01/03
11/20/02
12/01/02

07/01/03
08/01/03

End
08/30/02
08/01/02

08/09/02
08/08/02

08/15/02
08/11/02

08/12/02

08/30/02
11/05/02
08/26/02

08/26/03

1/31/03

04/01/06
11/25/02

04/01/06

12/01/03

7 BearingPoint may elect to affirm SBC’s documentation improvements and internal reviews prior to this date.
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Compieta
Complete

Complete
Complete

Complets
Complete

Complete

Complete
Complete
Complete

Complete

Complete

Ongoing
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Ongoing



Repair Coding Accuracy Plan

5. Third Party Examination Approach

This plan will be evaluated by a third party. While the third party selected, BearingPoint,
will design its own work program and parameters, SBC anticipates that the third party
evaluation will address and include a process evaluation and a review of actual
commercial transactions as follows:

The third party will evaluate SBC’s implementations of the actions described in
the “Actions” section of this plan which pertain to Special Circuit Trouble Ticket
Coding by reviewing documents, conducting interviews, and performing site
visits, as deemed necessary by the third party. . This evaluation will include a
review of SBC's quality review results.

The third party will report on coding accuracy and completeness by comparing
the trouble ticket coding applied to actual troubles found Special Circuits to the
narrative contained in the trouble report using a nonbiased sample from
commercial production in the SBC Midwest region. The sample design and the
evaluation methodology for this transaction analysis will be reviewed with SBC
and the Indiana Utility regulatory Commission staff prior to its implementation.
BearingPoint began its analysis of commercial production transactions in early
July,2003 with a final report pursuant to BearingPoint’s project plan. The
accuracy and completeness of closure codes for Special Circuit repairs is expected
to improve the level of accuracy as reported by BearingPoint with test results of
88.6% for Special Circuits®. If the third party evaluation does not show an
improvement for Special circuits has been achieved, any further required actions
will be determined by the [URC.

SBC will file bimonthly third party reports until final process and transactions
reports are completed. The first bimonthly report, covering the April-May 2003
activity period, was filed on June 16, 2003. These reports will be filed with the
IURC by the 15" of the following month and served on the parties of record for
IURC Cause No. 41657.

6. Additional Reporting

SBC will provide quarterly reports for three years to the ITURC of the results of ongoing
management activities, along with its assessment of whether the results indicate that
further refresher training is appropriate or has been conducted. For each of the work
centers involved, the reports will include the following information:

1) the quantity of tickets reviewed,

% See BearingPoint Exception 131, Disposition Report, December 20, 2002
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2) percent or quantity found accurate;
3) follow-up activities taken (if needed).

Although the management reviews in Indiana will be limited to trouble ticket closures on

Special circuits, SBC will provide the IURC with the results of the management reviews
of UNE circuit trouble ticket closures in Michigan as well.
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